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DETAILED ACTION 
Specification 

1. Clairr. 28 is objected to because of the followir^g ir^formalities: On page 24, line 16, the 
words "method for" should be deleted. Appropriate correction is required. 

Claim Rejections - 35 USC § 102 

thereof by the applicant for patent. 

The changes made 35 U.S.C. 102(e) by ,he American Inventors Protection Act of .999 
(AIPA) do not apply to the examination of this application as the application being examined 
was no. (1) filed on or after November 29, 2000. or (2) voluntarily published under 35 U.S.C. 
,22(b). Therefore, this application is examined under 35 U.S.C. 102(e) prior to the amendment 

by the AIPA (pre-AlPA 35 U.S.C. 102(e)). 

Claims 1, .2, 15-18, 27. and 28 a„ rejected under 35 U.S.C. .02(e) as being anticipated 

by Hanson U.S. Patent 6,0.6,336 (hereinafter Hanson). 

Regarding claim 1 , Hanson discloses an interactive voice response system (fig. 5). The 
interactive voice response (IVR) system includes a caller idenUfcation database 20 (column 2. 
U„e3 45-46) A caller calls the IVR server and the service controller 2. determines the most 

for the ca,ler (column 4, lines 9-17) (caller, profile retrieved and personalized IVR dialogue 

menu played). 
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Regarding claim 12, Hanson discloses inserting a personalized sub-menu into the IVR 
dialogue menu (column 5. lines 1-7). By updating the usage caller history, a sub-menu is 

inserted. 

Regarding claim 1 5, Hanson further discloses the caller connects to the IVR system using 
a caller's phone 50 (column 3, lines 9-10 fig. 3) (telephone call from user). A caller calls the IVR 
server and the service controller 21 determines the most recent menu selection made by the 
ealler. The most recent menu selection is retrieved and played tor the caller (column 4, lines 9- 
17). 

Regarding claim 16, Hanson discloses a storage unit for storing a caller profile (column 
4, Hnes 62-64 fig. 3). Hanson also discloses a service controller (renieval unit) is used to 
determine the most recent menu selection made by the caller. The menu selection is then 
presented to the caller in the form of an audio message (column 4, lines 12-19). 

Regarding claim 17. Hanson discloses the caller ID database 20 is queried to determine if 
the caller's ID is stored in the caller ID database (column 4, lines 9-12). If the incoming caller ID 
matches a caller ID in the caller ID database (caller's profile), the service controller determines 
the most recent menu selection (personalized dialogue menu) made by the caller (column 4,lines 
12-14). 

Regarding claims 18 and 27, Hanson teaches the caller is interfaced to the service 
controller (retrieval unit) through the PSTN via the switch module (column 4, lines 1-3). The 
invention is not limited to use with a PSTN, and may include any network for comtecting a caller 
to an end point (column 3, lines 1-4). 
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Regarding claim 28, Hanson discloses the functions of the IVR system 10 and the switch 
and call distributor 30 could be incorporated into a suitably programmed component (column 3, 
lines 5-9) (signal bearing medium). To complete the steps of storing a caller profile and 
retrieving a caller's profile to construct a personalized IVR dialogue menu and playing out the 
personalized menu, as in the rejection of claim 1 above, it is obvious to one with ordinary skill in 
the art, the system must use programming to control the steps of claim 1 . 

Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
ecto 102 of tL title, if the differences between the subject matter sought to be patented the Pnor ^^^^^^^^^ 
such that the subject matter as a whole would have been obvious at the time the mvention was made to a person 
ha^ng orS sSll in the art to which said subject matter pertains. Patentability shall not be negat.ved by the 
manner in whicii the invention was made. 

4. Claims 2-9 and 21-23 are rejected under 35 U.S.C. 103(a) as being anticipated by Hanson 
U.S. Patent 6,016,336 over Polcyn et al. U.S. Patent 6,061 ,443. 

Regarding claim 2, Hanson as applied to claim 1 above differs from claim 2 in that 
Hanson does not teach tracking an access pattern of said caller. Polcyn et al. discloses a menu 
driven system that compiles a historical record of past usage of applications and transfers fiiture 
incoming calls of callers directly to those applications (column 1, lines 12-20 fig. 1). The 
interactive voice response server (IVR) contains a usage history database (column 2, lines 62- 
63). The caller's pattern of usage for each application is monitored (column 2, lines 66-67). 
Therefore, it would have been obvious to one with ordinary skill in the art at the time the 
invention was made, to modify the IVR system of Hanson to include tracking an access pattern 
of said caller, as taught by Polcyn et al., to provide a reduction in the average duration of 
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incoming telephone calls without relying on the memory or abilities of callers (column 2, lines 
31-33). 

Regarding claim 3, Hanson as applied to claim 1 above differs from claim 3 in that 
Hanson does not teach specifying, by said caller, a personalized IVR menu. Polcyn et al. teaches 
the caller is given the option to connect to the usual services or the option to listen to a longer 
standard menu (column 6, lines 59-64). Therefore, it would have been obvious to one with 
ordinary skill in the art at the time the invention was made, to modify the IVR system of Hanson 
to include specifying, by said caller, a personalized IVR menu, as taught by Polcyn et al., to 
provide a reduction in the average duration of incoming telephone calls without relying on the 
memory or abilities of callers (column 2, lines 31-33). 

Regarding claim 4, Hanson as applied to claim 1 above differs from claim 4 in that 
Hanson does not teach provide a tracking of IVR accessing patterns of said caller such that a 
shortcut is provided to a desired location based on said caller's IVR accessing patterns. Polcyn et 
al discloses a menu driven system that compiles a historical record of past usage of applications 
and transfers future incoming calls of callers directly to those applications (column 1, lines 12-20 
fig. 1). The interactive voice response server (IVR) contains a usage history database (column 2, 
lines 62-63). The caller's pattern of usage for each application is monitored (column 2, lines 66- 
67). Therefore, it would have been obvious to one with ordinary skill in the art at the time the 
invention was made, to modify the IVR system of Hanson to include provide a tracking of IVR 
accessing patterns of said caller such that a shortcut is provided to a desired location based on 
said caller's IVR accessing patterns, as taught by Polcyn et al., to provide a reduction in the 
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average duration of incoming telephone calls without relying on the memory or abilities of 
callers (column 2, lines 31-33). 

Claim 5 further differs from the above rejection of claim 4 in that Hanson and Polcyn do 
not teach said shortcut is based on a most-recently accessed IVR pattern. However, Hanson 
further teaches the service controller can determine the most recent menu selection made by the 
caller (column 4, lines 12-14). Therefore, it would have been obvious to one with ordinary skill 
in the art at the time the invention was made, to further modify the IVR system of Hanson, as 
modified by Polcyn et al. above, to include said shortcut is based on a most-recently accessed 
IVR pattern, as taught by Hanson, to provide an IVR system to truncate or eliminate unnecessary 
menu layers (column 1, lines 45-46). 

Regarding claim 6, the IVR system of Hanson as modified by the menu driven system of 
Polcyn et al., in the rejection of claim 4, does not teach said shortcut is based on a most- 
frequently accessed IVR pattern. Polcyn et al. further teaches a statistical engine determines 
which applications a caller use most frequently. When the caller calls, the interference engine 
directs the IVR server to automatically access the customer's preferred IVR application (column 
4, lines 34-44). Therefore, it would have been obvious to one with ordinary skill in the art at the 
time the invention was made, to have the IVR system of Hanson, as modified by Polcyn et al. in 
the rejection for claim 4 above, and further modify by including said shortcut is based on a most- 
frequently accessed IVR pattern, as taught by Polcyn et al., to provide a reduction in the average 
duration of incoming telephone calls without relying on the memory or abilities of callers 
(column 2, lines 31-33). 
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Regarding claim 7, the IVR system of Hanson as modified by the menu driven system of 
Polcyn et al., in the rejection of claim 3, does not teach wherein a specification of said 
personalized IVR menu is performed over a phone. Polcyn et al. further teaches an automated 
telephone system 100 coupled to telephone lines of the public telephone system (column 3, lines 
42-49 fig. 1). Therefore, it would have been obvious to one with ordinary skill in the art at the 
time the invention was made, to further modify the IVR system of Hanson, as modified by 
Polcyn et al. above, to include wherein a specification of said personalized IVR menu is 
performed over a phone, as taught by Polcyn et al., to provide a reduction in the average duration 
of incoming telephone calls without relying on the memory or abilities of callers (column 2, lines 
31-33). 

Regarding claim 8, the IVR system of Hanson as modified by the menu driven system of 
Polcyn et al., in the rejection of claim 3, does not teach wherein a specification of said 
personalized IVR menu is performed over a network. Hanson further teaches the invention can 
be used with any network for connecting the caller to an endpoint including an intranet, and the 
internet (column 3, lines 1-4). Therefore, it would have been obvious to one with ordinary skill 
in the art at the time the invention was made, to further modify the IVR system of Hanson, as 
modified by Polcyn et al. above, to include wherein a specification of said personalized IVR 
menu is performed over a network, as taught by Hanson, to provide an IVR system to truncate or 
eliminate unnecessary menu layers (column 1, lines 45-46). 

Regarding claim 9, as taught in the rejection for claim 8 above, Hanson teaches the 
invention can be used with any network for connecting the caller to an endpoint including an 
intranet, and the internet (colunm 3, lines 1-4). 
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Regarding claim 21, Hanson does not teach a dialogue logging and analysis module for 
recording a dialogue between the IVR system and said caller, and logging input sequences from 
said caller of the IVR system while said caller if the IVR system while the caller conducts said 
dialogue with said IVR system. Polcyn et al. teaches an IVR server which captures and decodes 
caller ID information associated with each incoming call, identifies the caller, based on caller ID 
information, and retrieves usage history information (access pattems) (recording dialogue 
between IVR system and caller and logging input sequences) related to the caller (column 2, 
lines 50-56). Therefore, it would have been obvious to one with ordinary skill in the art at the 
time the invention was made, to modify the IVR system of Hanson to include a dialogue logging 
and analysis module for recording a dialogue between the IVR system and said caller, and 
logging input sequences from said caller of the IVR system while said caller if the IVR system 
while the caller conducts said dialogue with said IVR system, as taught by Polcyn et al., to 
provide a reduction in the average duration of incoming telephone calls without relying on the 
memory or abilities of callers (column 2, lines 31-33). 

Regarding claim 22, the IVR system of Hanson as modified by the menu driven system 
of Polcyn et al., in the rejection of claim 21, does not teach the analyzed access patterns are for 
providing a shortcut for personalized access to at least one of a most frequently accessed 
information of said caller and a most recently accessed dialogue path of said caller. The present 
invention shortcuts the long introductory menu messages by branching directly to the caller's 
preferred IVR applications based on the caller's past usage (column 6, lines 41-44) (most 
frequently accessed information). Polcyn et al. also gives an example of providing a shortcut for 
a personalized access to a most recently accessed dialogue path (column 8, lines 5-16). 
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Therefore, it would have been obvious to one with ordinary skill in the art at the time the 
invention was made, to further modify the IVR system of Hanson, as modified by Polcyn et al. 
above, to include the analyzed access patterns are for providing a shortcut for personalized 
access to at least one of a most frequently accessed information of said caller and a most recently 
accessed dialogue path of said caller, as taught Polcyn et al, to provide a reduction in the 
average duration of incoming telephone calls without relying on the memory or abilities of 
callers (column 2, lines 31-33). 

Regarding claim 23, the IVR system of Hanson, as modified by the menu driven system 
of Polcyn et al. in the rejection of claim 21, and further modified by the menu driven system of 
Polcyn et al., in the rejection of claim 22, does not teach does not teach based on said input 
sequences logged, said dialogue logging and analysis module provides at least one of 
personalized direct access automatically when said caller next calls the IVR system and a 
suggestion of such access pattern to said caller for creating said personalized menu. Polcyn et al. 
teaches a caller is given a shortcut choice by pressing "1" or a long sequence of standard 
introductory messages (column 6, lines 59-64). Therefore, it would have been obvious to one 
with ordinary skill in the art to modify the IVR system of Hanson, as modified by Polcyn et al. 
above, and further modified by Polcyn et al. above, to include based on said input sequences 
logged, said dialogue logging and analysis module provides at least one of personalized direct 
access automatically when said caller next calls the IVR system and a suggestion of such access 
pattern to said caller for creating said personalized menu, as taught by Polcyn et al., to provide a 
reduction in the average duration of incoming telephone calls without relying on the memory or 
abilities of callers (column 2, lines 31-33). 



Application/Control Number: 09/42 1 ,363 Page 1 0 

Art Unit: 2645 

5. Claims 10 and 1 1 are rejected under 35 U.S.C. 103(a) as being anticipated by Hanson 
U.S. Patent 6,016,336 in view of Wu U.S. Patent 6,173,042 Bl. 

Regarding claim 10, Hanson as applied to claim 1 does not teach displaying to said caller 
said IVR menu to reduce a number of key sequences during interaction. Wu discloses a system 
for providing personal computer access to an IVR system (column 2, lines 48-53). The IVR 
access system queries the user (caller) by the presentation of a user display. Choices for a 
destination are given to the user (column 4, lines 50-55). The display choices are shortcuts to 
destinations in an IVR system (column 4, lines 59-66) (reduction of key sequences). Therefore, it 
would have been obvious to one with ordinary skill in the art at the time the invention was made, 
to modify the IVR system of Hanson to include displaying to said caller said IVR menu to 
reduce a number of key sequences during interaction, as taught by Wu, so service providers 
could serve both callers and PC users using an existing voice response system. 

Regarding claim 1 1, the IVR system of Hanson as modified by the IVR access system of 
Wu, in the rejection of claim 10, does not teach performing a tree based collapsing of said 
personalized IVR dialogue menu. Hanson further teaches the caller is presented with a 
hierarchical menu (tree based collapsing) of call routing options (column 3, lines 47-48 fig. 2). 
Therefore, it would have been obvious to one with ordinary skill in the art at the time the 
invention was made, to further modify the IVR system of Hanson, as modified by Wu above, to 
include performing a tree based collapsing of said personalized IVR dialogue menu, as taught by 
Hanson, to provide an IVR system to truncate or eliminate unnecessary menu layers (column 1, 
lines 45-46). 
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6. Claims 13 and 14 are rejected under 35 U.S.C. 103(a) as being anticipated by Hanson 
U.S. Patent 6,016,336 in view of Csaszar et al. U.S. Patent 5,970,124. 

Regarding claim 13, Hanson as applied to claim 1 above does not teach inserting an 
advertisement into said caller's personalized IVR dialogue menu, based on the caller's IVR past 
accessing patterns, during said caller's navigation of said personalized IVR dialogue menu. 
Csaszar et al. discloses a directed advertisement system that can be used to offset the costs 
associated v^ith providing an IVR system (column 2, lines 8-14 figl & fig. 4). Csaszar discloses 
a student grade retrieval by phone example. When a student calls the IVR system to retrieve 
grades, the student is prompted for an ID number. A list of advertising messages is played to the 
student. An indication is returned to the server whether the student responded to any offer 
presented by the IVR (column 8, lines 55-67, column 9, lines 1-9). The server uses the 
information returned from the IVR to make sure the student does not receive the same ad again 
(accessing pattems) when calling again (column 9, lines 10-13). Therefore, it would have been 
obvious to one with ordinary skill in the art at the time the invention was made, to modify the 
IVR system of Hanson to include inserting an advertisement into said caller's personalized IVR 
dialogue menu, based on the caller's IVR past accessing patterns, during said caller's navigation 
of said personalized IVR dialogue menu, as taught by Csaszar et al., to provide the ability of 
advertisers and marketers to better direct advertisements to customers who are most interested in 
to product or service being sold as a great value to advertisers and marketers (column 3, lines 44- 
47). 

Regarding claim 14, in the rejection of claim 13 above, the directed advertisement system 
of Csaszar et al. teaches a grade retrieval example with advertisement insertion. All 
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advertisement insertion is based on the student grade menu (contents of menu - grades retrieval) 

that that student has accessed (column 8, Hnes 55-67, column 9, lines 1-22). 

7. Claim 19 is rejected under 35 U.S.C. 103(a) as being anticipated by Hanson U.S. Patent 

6,016,336 over Wolf U.S. Patent 5,737,393. 

Regarding claim 19, the IVR system of Hanson in the rejection of claim 16, does riot 

teach said retrieval unit includes a telephone interface module for selectively interfacing with 

said PSTN and for selectively receiving a predetermined tone and a voice input from said caller 

via the PSTN, said telephone interface module selectively transmitting at least one of synthesized 

and stored voice messages to said caller via the PSTN, wherein said personalized IVR dialogue 

menu is configurable by said caller through the PSTN via said telephone interface module. Wolf 
c 

discloses an interactive voice mail/voice response system (column 1, line 61 figlA & fig. IB). 
The system is connected to a telephone line to provide standard telephone capabilities (column 3, 
lines 16-20). To one of ordinary skill in the art, a PSTN is a telephone network to which standard 
telephone capabilities are applied. When a caller calls the IVR system, the caller is prompted to 
choose from given options (column 5, lines 2-3). A prompt may be "Press 1 to leave a message 
for jean" (column 5, lines 44-45 fig. 2). By pressing "1" (receiving a predetermined tone), the 
caller can then leave a voice message (voice input). Text to speech synthesis techniques can be 
used to create audio prompts (column 4, lines 34-37). When a prompt is transmitted to the caller, 
it can be a synthesized prompt (synthesized message). A caller can be prompted to retrieve voice 
messages from an assigned mailbox (voice message transmitted to caller) (column 6, line 42). By 
calling the IVR system and choosing an option, the caller is configuring the menu. All 
instructions for using the IVR system are stored in memory 14 and executed by the CPU 12 
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(column 3, lines 28-30 fig. lA) (telephone interface module). Therefore, it would have been 
obvious to one with ordinary skill in the art at the time the invention was made, to modify the 
IVR system of Hanson to include said retrieval unit includes a telephone interface module for 
selectively interfacing with said PSTN and for selectively receiving a predetermined tone and a 
voice input from said caller via the PSTN, said telephone interface module selectively 
transmitting at least one of synthesized and stored voice messages to said caller via the PSTN, 
wherein said personalized IVR dialogue menu is configurable by said caller through the PSTN 
via said telephone interface module, as taught by Wolf, to provide an IVR system that that may 
be customized by a user to overcome or reduce disadvantages and limitations associated with 
prior methods and systems (column 1, lines 60-64). 

Claim 20 is rejected under 35 U.S.C. 103(a) as being anticipated by Hanson U.S. Patent 
6,016,336 over Juster U.S. Patent 5,724,406. 

Regarding claim 20, in the rejection of claim 16 above, Hanson does not teach a dialog 
handler, coupled to receive an input from said caller, for modeling state transitions of said 
system, to provide an output, the output of said dialogue handler module determining a message 
to be returned to said caller, and an input of said dialog handler module being derived from a 
caller input via at least one of a predetermined tone and a voice message from said caller. Juster 
discloses an object oriented call processor that is used in messaging environments (column 1, 
lines 60-63 fig. 1 & fig. 3). When a subscriber calls, a call processing service is identified. To 
provide the service, the call processor executes service logic in the services state table (column 2, 
lines 24-27). Each instruction is associated with a state in the service state table and is a service 
of events from that state. Execution of each logical state involves one primitive for transitioning 




Application/Control Number: 09/421,363 



Page 14 



Art Unit: 2645 

to the next state in the state table (column 2, lines 27-30 fig. 3). A call processing manager 
(dialogue handler) receives call requests and executes call processing primitives to perform a 
requested call processing service (column 2, lines 54-57). The user develops a voice mail 
messaging application having the necessary voice prompts and DTMF responses by selecting 
appropriate call processing primitives that generate those prompts and tone responses (column 5, 
lines 23-25). In example 2, a caller is prompted to press "1" to renew a password (column 13, 
lines 8-14) (input of dialogue handler module being derived from a caller input via a 
predetermined tone). Once "1" is read by the call processing manager (dialogue handler), the 
caller can receive any message or prompt the user decides to develop into the voice mail 
messaging application. Therefore, it would have been obvious to one with ordinary skill in the 
art at the time the invention was made, to modify the IVR system of Hanson to include a dialog 
handler, coupled to receive an input from said caller, for modeling state transitions of said 
system, to provide an output, the output of said dialogue handler module determining a message 
to be returned to said caller, and an input of said dialog handler module being derived from a 
caller input via at least one of a predetermined tone and a voice message from said caller, as 
taught by Juster, to provide a flexible call processor to be used in a wide range of multi-media 
messaging environments to provide any number/type of messaging service (column 1, lines 60- 



8. Claim 24 and 25 is rejected under 35 U.S.C. 103(a) as being anticipated by Hanson U.S. 
Patent 6,016,336 over Wu U.S. Patent 6,173,042 Bl. 

Regarding claim 24, in the rejection of claim 16 above, Hanson does not teach said 
retrieval unit further includes a dialogue automatic playout module for allowing personalized 



64). 
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access of information by said caller, wherein if said caller decides to use a personalized shortcut 
unique to said caller, control sequences representing said shortcut are input to said dialogue 
automatic playout module. Wu discloses a system for providing personal computer access to an 
IVR system (column 2, lines 48-53). The IVR access system is located in a personal computer 
(PC) and comprises a script (control sequences) executing process (dialogue automatic playout 
module) that traverses the IVR system for the subscriber (column 4, lines 38-41). The user 
(caller) interface display provides the user with multiple choices, in menu form to identify one of 
a plurality of destinations that the user wishes to access (column 4, lines 52-55). The user (caller) 
inputs the script necessary to define the path required to traverse a selected IVR system to reach 
a desired destination (column 4, lines 58-61) (control sequences representing shortcut are input). 
Therefore, it would have been obvious to one with ordinary skill in the art at the time the 
invention was made, to modify the IVR system of Hanson to include said retrieval unit further 
includes a dialogue automatic playout module for allowing personalized access of information by 
said caller, wherein if said caller decides to use a personalized shortcut unique to said caller, 
control sequences representing said shortcut are input to said dialogue automatic playout module, 
as taught by Wu, so service providers could serve both callers and PC users using an existing 
voice response system. 

Regarding claim 25, the IVR system of Hanson in the rejection of claim 16, further 
modified by the IVR access system of Wu, in the rejection of claim 24, does not teach said 
retrieval unit further includes a personalized menu processor module for constructing said 
shortcut for the personalized menus specified by said caller, wherein specification is selectively 
performed over one of a telephone interaction and a world-wide network, and once specified by 
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caller, the personalized menu is represented by one of a list of direct dialogue paths to desired 
information and a hierarchical dialogue menu. Wu further teaches a script executing process for 
processor P that traverses the IVR system IVR for the subscriber (column 4, lines 38-41 fig. 1). 
The user inputs the script necessary to define a path required to traverse a selected IVR system 
IVR to reach a desired destination (column 4, 59-61) (shortcut constructed for personalized menu 
specified by the user (caller)). The user display provides the user v^th multiple shortcut 
destination choices in menu form (column 4, lines 50-55) (personalized menu represented by a 
list of direct dialogue paths to desired information). The user then selects a destination 
(specification selectively performed over a telephone interaction). Therefore, it would have been 
obvious to one with ordinary skill in the art at the time the invention was made, to ftirther modify 
the IVR system of Hanson, as modified by Wu above, to include said retrieval unit fiirther 
includes a personalized menu processor module for constructing said shortcut for the 
personalized menus specified by said caller, wherein specification is selectively performed over 
one of a telephone interaction and a world-wide network, and once specified by caller, the 
personalized menu is represented by one of a list of direct dialogue paths to desired information 
and a hierarchical dialogue menu, as taught by Wu, so service providers could serve both callers 
and PC users using an existing voice response system. 



9. Claim 26 is objected to as being dependent upon a rejected base claim, but would be 
allowable if rewritten in independent form including all of the limitations of the base claim and 
£iny intervening claims. 



Allowable Subject Matter 
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Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Terry Teague whose telephone number is (703) 305-3417. The 
examiner can normally be reached on 8-4:30pm M-F. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (703) 305-4895. The fax phone numbers for the 
organization where this application or proceeding is assigned are (703) 308-5403 for regular 
communications and (703) 308-5403 for After Final communications. 

Any inquiry of a general nature or relating to the status of this application or proceeding 
should be directed to the receptionist whose telephone number is (703) 305-3900. 



tt 

April 4, 2002 

FAN TSANG 
SUPERVISORY PATENT EXAMINER 
TECHNOLOGY CENTER 2600 




